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TTable 1
Summary of Const ruct s, Scale Items, and Sources
Const ructs Scale It ems Source of Scale
Customer Satisfaction The customer has the right to be satised with this service experience.
I would be pleased with how this problem was handled by the staff member.
I would be completely satised with the organization’s staff behavior in this situation.
Adapted from Bitner 
(1990); Oliver and 
DeSarbo (1988) 
Perceived Service 
Quality
This organization looks after its customers.
Employees at this organization are competent and professional.
I could place trust in this organization.
Service quality seemed high.
Adapted from Bitner 
(1990); Oliver and 
DeSarbo (1988) 
Repurchase Intentions I would continue to use this organization in the future.
I would recommend this organization to friends and associates if they asked my opinion.
Adapted from Maute 
and Forrester (1993)
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